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1 M pesSbe your Invention, stating the problem solved (if appropriate), and indicating the advantages of 

"Stony coreorations are investing hfcavily on Customer Relationship Management (CRM) in order to reco^ize the 
^uSwJomec'sbringanden^ _ 
Sonets 

SSating factor anti increase customer loyalty and retention. Most corporations baveimplemented a traioonal 
cSwnt en^ronment to enable a Customer Service Representative (CSR) to interact v*tb customer, to provide 
Sstonce and seryipesJ As technology has evolved, new collaboration mechanisms ^"^"^"J 7 ™* 
over IP (V6IP) have extended the capability of a CSR to interact with a customer v,a me . Intenwt channel A 
customer can request assistance, information, or services via the Internet and can typically specify whether they 
would like for a CSR to interact with them via one of the following interaction mechanisms: 

Requesting a phone conversation with a CSR or that a CSR conduct a return call at a particular time 

• Requesting information be sent via e-mail 

• Requesting an immediate chat session with a CSR ..*«■,••» 
Requesting assistance in filling out information on the web (known as co-browsing or joint form filing) 
Requesting a VoIP interaction with a CSR via the customer's computer system (microphone and speakers) 

Manv CRM Systems and Network Equipment Providers (NEPs) have evolved tbeir products to integrate these 
SpSera^mechanisms. State of the art systems are starting to enable ,tto yf^SS^ST 
requests to CSRs via all of these interaction mechanisms, The typical approach for .mplementing ^ mtelhgeat 
• routing is locreate Routing Rules and CSR profiles. Routing Rules are simple logic Aat are used to route a request 
. basS on rules that are deffned in the system such as current availability (whether a ^CSR £ signed in to the system) 

or tTe physical location of a CSR. Routing Rules rely on data available within the NEP/CRM databases CSR 
" ■• woffles can further identify when a CSR is available to interact with a customer via a particular interaction 

interaction mechanism with a customer. 



CSR 



CSR A 



CSR A 



CSRB 



Availability 



9:00 am. -U:3Q a.m. 



12:30 am*- 4:30 p.m. 



9:00 a.m. -11:30 am 



Skills 



Prod A 



Prod A 



ProdB 



Interaction Mechanism 



Phone 



Phone 



Electronic (e-Mail, Chat) 



CSRB 



12:30 am - 4:30 p.m. 



ProdB 



Electronic (e-Mail, Chat) 



CSRC 



9:00 am- 11:30 am 



Prod A, B 



Phone, Electronic (e-Mail, Chat, Co-Browsing, VoIP) 



CSRC 



12:30 am -4:30 pm 



Prod A B 



Phone/Electronic (e-Mail, Chat, Co-Browsing, VoIP) 



In this example CSR A has effective verbal skills, but is not an accurate typist, therefore this CSR s profile is setup 
o Z^S^m requests for phone interactions be sent to this CSR. CSR B has fast typing skills and prefers 
to K with customers^ chat or e-mail, therefore this CSR's profile is set up to ^X^^S^Cn 
for e-mail or chat interactions be sent to this CSR. CSR C has effective verbal and typing skills; therefore this CSR s 
profile is setup to handle requests of any type. 

* The information stored in the CSR profile is typically set up by determining a CSR's skills base and creating a CSR 
- profile, the determining of the CSR's skills base can be subjective or can have a "test" associated with t to 
determine a particular skill (typing exam determining words per minute, Internet exam determining kills wiO ch£ 
IS Co-Browsing or VoIP capabilities, exams regarding specific products). The profile mformaUon do with 
RouSg Rules such « CSR availability information or physical location determine id. 
need to be performed to ensure that the appropriate CSR receives a work item to handle 
call/interaction. Most CSR profiles are typically set up when a new CSR joins the call center and are typically 



paqe ? ^ IBM Confidential Printed 1 0/08/2002 at 1 1 :50:38 AM 



4r 



BOCS-200M105 System tor • flrtllon of CSR Interaction Effectiveness - confirm, 

updated by the CSR (or CSR Manager) once a year. The update and maintenance of this information becomes 
. critical for the appropriate "Intelligent Rooting" of requests throughthe system. 
The invention proposed by our team creates a system that enhances existingNEP and C^ systems by udlizing data 
2SSSS-tart« on a data warehouse. The data warehouse — X2.o 
mrfMnia fain mechanisms that are available for a customer to interact with. The invention provides a system to 
SSt^eTthaV 

sytfemtan recognize if a customer purchases a product. or is satisfied 

A-™t™ recomize and correlate a customer's purcbase or satisfaction with phone calls, e-mails, chat, or Voir 

mechanism can also be created to have the customer provide information on 

SeS c™^er P in«eractions (purchasesftetisfaction) and.CSR interaction mechanisms in an automated fashion 
are: 

•Providing the best possible experience to customers. By having up;o date information for "Intelligent Routing" a 
customer can be routed to a CSR that has the appropriate skills to handle a particular interaction mechanic. The 
™S ^Intelligent Routing" to utilize non-subjective, historical data dunng the processing of Routing 

^Verification of profile information so that "Intelligent Routing" is based on aCSR's success history with a 
particular interaction mechanism. The system can be set up to verify which CSR can handle entm» v«a 
ESfita Section mechanism and modify profile information based on direct customer feedback ^ system 

, customer interactions to CSRs. The "weight scheme" can be used to ensure that an interaction is delivered to a CSR 

•T) <&: , • SSSL te best history of dealing with a customer via a particular intemchon mecban^ 

"X \. •( which has a orevious history with a particular customer. This information can be coupled with typical intelligent 
# S r .1I5 5£3r availability, skills, preferred customer channel and location that is typically provided 

, customer satisfaction detail as possible. By taking into account all forms of interaction mechanisms, the most 

-J £) ;*■:«'"' r accurate understanding of customer interactions are enabled by the system. 

2 How does the invention solve the problem or achieve an advantage^ description of "the invention', 

^"^i"c2?SC!- ^a industry provide support for "Intelligent Routing" of workitems ,0 
CSRS whSi support a variety of interaction mechanisms. The following diagram dep.cts such systems. 
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State of the Art NEP & CRM Vendor System 




corner. Typically If a customer is making a request vta Internet into me 

generate a phone interaction with the customer. ""^^E ^^Sdle their request and the 
CRM system, the customer can spec,fy the ^*>«""*"" Tml SSScUon mechanism. 
CRM system will generate an interaction with the customer via the speawa mieracu 

me typical approach for implementing this 

Rules are simple logic that is used tc .route a [^^^^^^^.C^^m^f^ 
availability (whether a CSR is signed in to the system ^ tat«rtion mechanism. As shown in the 

identify when a CSR is ays f^'^^^Z^^ databases. Also shown in the 
diagram, these Rounng Rules and CSR Profiles are typical > -bo ^ information in their own separate 

diagram is the factnhat each lnteracuon Mechan sm typ.cally stores ^e rpenm 
databases(silos)since,heselnteractionMechamsmsare^ 
Lotus Servers or Microsoft Exchange Servers for e-mail and chat systems, inct 
co-browsing or VoIP systems. 

„ some — . — «*. — ;•**- 
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griffon of CSR Interaction Effectiveness - continue 



customer trends or CSR effectiveness, but typically the business intelligence » .net Bffecdveness 
. across multiple interaction mechanisms nor does this business intelligence apply _ to _date Jtan ^JgJJpJL^ 
(databases) Furthermore the business intelligence information is not shared with the Intelligent Routing typically 
implemented by a NBP. 

The following diagram depicts the System for Recognition of CSR Interaction Effectiveness. 



System for Recognition of CSR Interaction Effectiv* 




The system supports the same level of technology that existed before in terms of how a customer can uUlize several 
interaction mechanisms (phone. Internet, e-mail) to request assistance and how a CSR can provide assistance to a 
customer viamultiple interaction mechanisms. Additional components of the CSR Interaction Effectless System 

•Assisted and Self-Service Systems thai enable electronic and voice forms (phone, internet, etc.) of interaction 
mechanisms with a customer and send information to the Business Intelligence Systems^The separate databases 
utilized by each interaction mechanism remain, as they existed in the original system. The data flow from the 
Assisted and Self-Service Systems to the Business Intelligence Systems is depicted in the diagram as A. 
• A Digital Scanning System thai is utilized by interaction mechanisms that require scanning of information in order 
to provide this data to the Business Intelligence Systems. The data flow from the appropriate Assisted and 
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Se.f-Service Syst^ (fax. mail) that utilize digital scanning to the Business Intelligence Systems is depicted in the 
'Ses^enrfonssys^ 

Intelligence Systems. The data flow from the Business Operations Systems to EBusiness Intelligence Systems a 
depicted in the diagram as C. 

nsxsi, ^ ««* «• "■»•** "~""« ° d rti " fo ™""» — ,n *• 

last item). 

Multiplekinds of analysis can be performed to measure CSR Interaction Effectiveness such as: 

how many interactions a CSR performs utilizing a particular interaction mechanism 
which interaction mechanism enables a particular CSR to have higher productivity 
which interaction mechanism enables a CSR to have a higher success rate 
how successful is a CSR interaction on a particular interaction mechanism 
what the duration of CSR assistance on a particular interaction mechanism is 
what interaction mechanisms enable more frequent customer purchases 
what interaction mechanisms enable more expensive customer purchases 
what interaction mechanisms provide positive customer experiences 

Usui SSLm survey input data can be used to measure CSR Interaction Mechanism Effectiveness. 
Overall the System for recognition of CSR Interaction Effectiveness can be utilized to enable the best possible 
service to customers and improve customer satisfaction and loyally. 

3 If the same advantage or problem has been identified by others (inside/outside IBM), how have those 
others solved it and does your solution differ and why is it better? 
We are not aware of another solution to the problem identified. 

4. If the invention is implemented in a product or prototype. Include technical details, purpose, disclosure 
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details to others and the date of that implementation. 
. This invention is not implemented in a product or prototype. 

♦Critical Questions (Questions 1-9 must be answered In English) 




[♦Question 6 
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a good evaluation of your Invention: 




Post Disclosure Text & Drawings 



(Form Revised 12/17/97) 
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